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I Recipient Information 
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Import Call Recipient Information from a text rile of comma-separated data In the following format 




Custofn1 l Cu$tom2,ai8ton^ 

Property74>roperty8 ( Pio|« 




Notes: 

• The Salutation field and ail fields after ZIP are optional. These fields should be left blank If not used. 

• All Call Recipients must have the same group name for the bulk loading of Call Recipients to work. 

• The PrimaryKey field is critically important in that it identifies an individual within SAW!. Each recipient must have a unique Primary Key 
regardless of which group the person is a member of. That is, if a Recipients contact Information is imported and then a second Recipients 
information is imported with the same primary key. the first Recipients information will be overwritan! 



You can Import multiple Call 
Recipients into 3AWI at once | 
by uploading a comma- 
sopsrated textflie. I <'> < 5 
The file must have the file 
extension *.M or .csV and 
each Call Recipient must be 
listed in tins format shown 
Note that there are no 
spaces between fields, and 
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Prescription Field 

Special function field used to 
say prescription names 
I during aSAWlcallreg, 
"According to our record*, t 
your prescription ofViooxwtll I 
oe running out in tfte next few k 

i Drt&nltedRHrf 

; This special purpose field 
allows you to import multiple 
prescription names. A I 
Looping Audio Component n j 
will use data from this field to 

I askthe same question for as 

| many items as may be 
present in the field (e.g, "Do j 
you want to refHtyour ; 
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iiflffis* Ml3"y£dJnfe» ^bunt Managem ent* Recipient and Group Morrrattan 



jeySj^S^ I • , . 

import Can f?cc,i'enHnf?iimoicn from lextfiles of comma separated dr j n Bib tan fib, each Recipient pniy mus'l bo In me form 
PftmaryKoyjtameLa s«am eRrst.PtKms/ip 



Note: (e.g .rOf .03/»^Sa/V,23?338f 697,<W933). In this example, the system creates a call recipient called Sally Jones wfth her contact 
Information and a unique Identifier (the primary key value 101). 



d a rue of comma separated values, 

i Import Croups names and corresponding group members from lea files of comma-separate data in the text file each Group entry must be In 
i- •; .■; the form: Primary Key, Group Name " 



BrowaeV 



Note: (e.g .fOf.fJpitorGnwrt. In this 



fie system creates a recipient group called "Upltor Group" and adds the user whose primary key 
Is lOt (Salty Jones) as member of the group. 
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Our records indicate that your 
prescription of Lipitor will run out 
in the next tvo ueeks. To ensure that 
you maintain a supply of this 
important medication, please allow us 
ro refill your prescription today. To 
refill the prescription automatically, 
aay "INSTILL" after the chime. 



. .. . —■■ .". 

■ • - ' , ■ ' Wit . 
Database Word: 
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Use ojiV letters, numbers, and haste punctuation (.;:!?) ki 
ym* scripts. Special characters <e.rj, 4 $®) wffl be ignored 




SainptoBodyAurlo 

Our records Indicate that your prescription afUpfior will run out in 
the next two week3. To ensure that you maintain a supply of this 
important medication, please allow us to refill your prescription 
today. To refill the prescription automatically, say "REFILL* after 
the chime. To speak to a call center representative, say TALL 
CENTER7. tr you have already fille d your prescription or no longer 
take this medication, say "CANCEL". Say refill, call center, or 
cancel how. . 



; Continue To Next Step 



How do Body Audio : v | 
Components work? ;: . r 

Body Audio Components are 
Die main dialog building ; | 
blocks in a 8AWlcall. Mu|bplo"| 
Body Audio Components can 
be assembled together ^ . 
through hotwords to create' • ft 
an interacts dialog with the." 

mm . " e 

' • "< 

What are Hotwords? r 

Hotwords are words Oiatp 
cause SAW) to start playing a J 
new Audio Component The;; J. 
sample audio on the left '.,-- k 
shows hotwords wrthln an ' : J p 
Audio Component' • • . 'K 

only' one recipient with a 
given primary ; key can eodsL 
This field i can have letters - & 
and numbers arid can have : "; ft 
.multiple characters i '§ 
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Define a Cafl delivery window 

' .■ Deltoiy S tart Da te:* '.' > >■ .>- 

I -faiy 1 _jj [] L0 [ iFI 

, . End Date for Inbound Calls: " 'iv£ <' " f . - 

* V ;V * ^ • v use .this datelq designate the last day Call Recipients may call back to hear the • • - y # ? #j 

SAWlcall (iftheyVe been left an answering snacnlns cr un<nienaed recipient 
■ message *tih in- tructions to call In). 

1 I Patty delivery times or e deflned In th e poBcy you selected. *i ; 
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ClipK for Details 



How long wffl* take for a 
cal program to complete? • 

Ine duration ofacall 
program depends on several 
(actors mnspngthffeacn 
I call, the percentage of people - L 

|i reached during an attempv '' ^ 
. the time window defined for ; y 

j call delivery, the stee of the $ 
; Call Recipient group, the ( ' I 

, number of concurrent calls, E 

I * 

[ How should I set adelvefy §! 
time window* - r ' ' ' 
If you have chosen a large 
group of Call Recipients: 

: and/or you indicale a narrow • 
delivery window, delivery may 

• have to ke spread over 
■.muibple days Please select 
the widest delivery window ''± 
possible in order to ensure. 

Why wotdd I wait to fimtt die ! 
number of concurrent cafis? m 

| if your dialog contains Call .§?. 

'«i!ovvs Caii Recipients to 
connect to a call center or 
other live person, you may ". L 

| r» e o d to I i mit th a n u m bar of . I; 

J Can Recipients reached at f- 

-1 one time tr. ensure thai the - h. 

t j call center can manage the .' V. 
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mns. » My SitvMnK* P<?loq Qomoontjnt,Manaqemeal^ .He?Wasi Wm » Dialog Details.* ^ "-•> 7 V /" \ ^ 
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its for Dialog Component: 'U 

Created toy Paulo Matos on JuV 4, 2003 1228 PM . 



This nitiioj] Component 



, ^ [YJN AUTHENTICATION] uso carg yn Q) . - 

■ & [NUMERIC AUTHENTICATION) USAcar* ■ * digital 
' • 4> WSWERINO MACHINEl.USAca.rg- rgtiil AJ^2|P^ 

j ^Dialog USA are nrt K*fl *l £ -,; v>v 
S ^ : [MAIN 8COY] PC-t«*r«ln-irfa-2 (2) 
"J O i [CONTINUE] bo^t *J oudto rnuft rari 

' rCANCa]USAcare»>1 
^ ' [CANOil } USA r * i ir<x£ 

[UESST>Wl7]UMwe minor - 

i h y : ! L^) ^ [grlars. n san 703 | usAicare^etfor : - ( 



i' . ^ [UNINTENDED RECIPIENT! USAcare - t§fjjj UI5J 




• [CONTINUE] USAC*^ 



:_.L . _. .: 



i 'Prescriptions: Hydrocodone .; 



'■ HydrotodonelVloxxlClaritln ; 

• Ctntoml: Custom Qn» ( 
■ Orstom2: Custom Two 

• Customs Custom Three , . 

• Custom* Custom Four 
;.;usefP«:;i234::^:::;:: ^. /, 

• Aitti Wot <t banana 



WSm 



To modt^ these sample database .• 



j What are Sampte Database 
1 Word Values? h. I 

.Your.Dlalog Component may 
] contain Database Words 
3. This list of sample Database" 
1 Word values Is provide d to ! 
help give you a sense of how '■ 
the SAWIcall will sound with i 
y Recipioriis' da!a.W>ien youi 
j ca!i is delfvared to attuaf Call l 
j Recipients,' their individual ;;| 
database word values will be : , 
1 used In place of these 
] bdmpi^ «vord3 ' ' 

If a sample word does not' 
TmakB sense 'in t^e conteod'of ; 1 

the Dialog . Component you [0 
I are testing, you can change' ' 
j t^e *Qras to better match i f : 
j your Dialog hy ci.':kmg tne ' f 

link at the bottom of Ih8li3t ' | 





Figure 8 




Figure 8A 





savvi w 2.3 



HQfllfi » 6Sz5ili£d!uh * Create New Call 
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Raviow&Save • ||||| ;. j |j | 



C4rt Details for "Teat cafiT 
Testcaie- 
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Call Type: HealthCast 




Dtetofl: l are mgltra Ijisjsl 



■au l o^sl-7-4 - 
CaO Group: None - _ - 

^ Recipient Group: L^eManlfl 

OeOwciy: Starting Jul 13,2003. 

Message pickup expires on Aug 1 , 2Q03~ 
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II 
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III 
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|, ^ Lv.:^ ; -, gl , ate ;,oc,,=^ r .;,>.l ^ 
Note: if you need to change any information, please click on the appropriate tab above. 
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Recipient Authentication Dialog - Audio & VXML 



Welcome 



This is Acme Co, your mail 
order pharmacy. Please 
say yes to receive this 
message if you are [John 
Doe] 



Please say "1" for me ti 
wait until you go get the 
person or "2" if you'd like 
to take a message 




If intended call recipient answers 
the call, the dialog decides 
whether a further validation is 
needed or not, execute the 
validation and then deliver the call 
message 



If intended call recipient does not 
answer the call, allow person who 
answered call to take message or 
pause until intended call recipient 
is summoned to receive the call 
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^Dialog r- 



.Component ; 



Allow SAWI user can preview the dialog 
using VXML (recorded audio for recorded 
audio components and TTS for 
unrecorded audio) and HTML 



If "no", go to Unintended recipient workflow: 

- Deliver Unintended Recipient audio only 
or 

- Ask user to choose between Wart, Message, or 
Wrong number (system audio). 

* wait 1 minute; deliver system audio message 
saying that will wait for intended recipient 

* message: play the unintended recipient 
message 

* wrong number: play system audio message 
saying acknowledging wrong number 



J .Dialog 
Component 



CondHconar 
^ Numeric l/i 



Jlulllf 
input 



4. W^M-A ■ 
K ' Event ^ ' 



Figure 19 



Silverlink Execution Environment 
System Monitoring 



Delivery Providers 



i x ± 



Distribution Rules Engine 



Silverlink API 



Silverlink Execution Environment 



Silverlink Contact Layer 



